Track 1 Management
Faced with expanding service options and tight budgets, measuring service cost and value is critical. This presentation explores the challenge of conducting meaningful cost and impact studies of reference services.
1:15 p.m.-2:00 p.m.
Bull's-eye! Targeting Virtual Patrons

Buff Hirko, Statewide Virtual Reference Project Coordinator, Washington State Library
A range of issues and tools, as well as practical considerations for scale, cost and timeline will be offered-all illustrated by techniques and strategies drawn from Washington's Statewide Virtual Reference Project.
2:10 p.m.-2:55 p.m.
Dynamic Marketing to Targeted Markets
Marianne Bracke, Science-Engineering Librarian, University of Arizona
This presentation will show you how to identify your target markets for virtual reference and how to develop an overall marketing plan to reach these markets. 
RADAR: Recognizing Actual Desires and Requirements of Patrons: What RADAR is and How it Works
Richard Dougherty, President, Dougherty and Associates
There is generally recognized realization that patron needs and informationgathering habits are changing. RADAR is a tool that can help a library respond to what patrons want and need. This session will present the different models of consortium available for virtual reference and evaluate their benefits and disadvantages. We will emphasize the hidden difficulties related to the service and propose solutions and guidelines for choosing the right collaborative group and making it work for your library.
Track 2 Evaluation
4:15 p.m.-5:00 p.m.
Coping with Success-the Emergence of California's Statewide Virtual Reference Service
Susan McGlamery, Project Director, 24/7 Reference
In October 2002, two separate virtual reference services, using two different software products, merged to form a single statewide entity: QandAcafe in Northern California, and 24/7 Reference in Southern California. This presentation will discuss issues with software transition and publicity for the statewide service.
Track 6 Exhibitor Demonstrations
Regency East 1 Ballroom 11:00 a.m.-11:45 a.m.
Docutek
At this year's VRD Conference, Docutek will be demonstrating, for the first time, many new enhancements to Docutek VRLplus. Perhaps the most exciting is "under the hood" compatibility with Macintosh computers, and support for SUN and Microsoft VM compatibility for Internet Explorer. This new level of compatibility together with added functionality makes Docutek VRLplus the solution to choose so all of your patrons can easily access your library's virtual reference desk.
xrefer Jeffrey LaPlante will demonstrate xreferplus, an online, ready-reference library of over 150 reference books from 27 publishers. xreferplus uses innovative technology to present fully integrated, cross-referenced content that cuts across topics, titles and publishers as well as text, audio and image files. LaPlante will also present xreferplus' Research Mapper, a visual map that displays the relationships among search terms and topics that users can employ for deeper understanding. xreferplus is indispensable for those who are looking for quick, reliable answers as well as those who want to research a topic in the context of its related areas. Results of a University of Washington research study explores digital reference success from the viewpoint of digital reference users through analysis of unsolicited e-mail "thank you" messages.
9:25 a.m.-10:10 a.m.
In Synch? Evaluating Chat Reference Transcripts
Marie Radford, Acting Dean, Pratt Institute
The difficult challenge of evaluating chat reference is explored in this presentation of the results of a qualitative, in-depth analysis of transcripts. Issues of accuracy as well as effect are addressed. This presentation will discuss inflated user expectations for virtual reference services. Techniques of addressing these expectations through the reference interview will be identified and explained. Our solutions are easy and fast to implement. We will walk through the implementation process with metrics, best practices and a real-life case study. Lankes will provide an overview of key topics identified during the conference and help collaboratively establish the digital reference agenda for the coming year.
Track 5 User Behavior
Closing Session
Concurrent Breakout Sessions
Tuesday, November 18
American Library Association Booth 9
The Reference and User Services Association, a division of the American Library Association, is the foremost organization of reference and information professionals who make the connections between people and the information sources and services they need. Our more than 5,000 members work in all types of libraries. RUSA publishes Reference and User Services Quarterly (RUSQ), establishes reference guidelines, offers continuing education workshops and provides networking opportunities for members. See our Web site, www.ala.org/rusa for more information.
DOCUTEK Booth 5
Founded in 1995, Docutek is a leader in e-learning collaboration and communications solutions for K-12, higher education and libraries. Docutek Eres is the leading electronic reserves software, used by over 300 college campuses worldwide. Docutek VRLplus has quickly gained popularity throughout the library community because of its unique blend of powerful virtual reference features-like co-browsing and integrated e-mail support-with an easy-to-use interface. Docutek's mission is to enhance education by making online learning simple. Please see www.docutek.com for more information about Docutek.
Information Institute of Syracuse Booth 11
The 
Tutor.com Booth 4
Tutor.com is the leading provider of one-to-one learning and information solutions for libraries, education institutions and individuals. Using innovative technology, Tutor.com's suite of services allows users to get help online from professional subject experts anywhere, at any time. These highly personalized services are supported with superior training, communication, tracking and reporting features, and 24/7 customer service. Over 4,000 public, academic, military, government and special libraries around the world offer their patrons anytime, anywhere, live online reference using Virtual Reference Toolkit from Tutor.com.
Virtual Library Solutions Booth 6
Virtual Library Solutions (VLS) provides professional staff on contract to support your institution's virtual reference desk service. VLS librarians are experienced reference professionals skilled in supporting virtual reference transactions. 
